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“This book is a must read and own, if you wish to provide world class 
service quality to your customers and stakeholders.”  
Assoc. Prof. Dr Ahi Sarok, Universiti Malaysia Sarawak  
“Any organization or country will go bust or bankrupt without best 
practices of governance as discussed in this book.”  
YB John Ilus, Sarawak State Legislative Assembly
“This book is interesting and enriching to read because it discussed 
clearly the relationship between best practices of governance and 
the quality of service given by agencies or organizations.” 
 YB Miro Simuh, Sarawak State Legislative Assembly
“Society without integrity is doomed to fail.” 
YAB Datuk Patinggi (Dr) Abang Haji Abdul Rahman Zohari Tun Abang Haji Openg, 
Chief Minister of Sarawak.
“I have the honour to read your thesis. Well done. Customers and 
stakeholders expect high quality services and no less. Organisations 
in turn have the obligation to meet this expectation. Thus the 
framework on best practices of governance recommended in this 
book is practical and appropriate for organizations to adopt and 
follow. Indeed, this book is a worthy addition to the literature on the 
subject”. 
YB Datuk Talib Zulpilip, Minister in the Chief Minister’s Office of Sarawak (Integrity 
and Ombudsman).
“Human resource with integrity, honesty, transparency and 
accountability is a must for any individual, organization, society or 
country to progress and develop.”




         According to Chief Minister Department report (2008) the total 
number of public complaints on poor level of services received by State 
Statutory Bodies in Sarawak increased to 629 in 2007 as compared to 
520 in 2006. This is one clear evidence that the State Statutory Bodies 
have not been able to deliver the level of services up to the expectation 
of the customers and stakeholders in Sarawak due to unsatisfactory 
governance. This problem is being corroborated by the finding in the 
Auditor-General report on State Statutory Bodies in Sarawak (2010 and 
2016). The Sarawak government is responsible to fulfill the needs, hope 
and aspiration of its citizen with limited resources available through 
best practices of governance.
         The main objective of this study is to evaluate the best practices 
of governance and its effects on the level of services in State Statutory 
Bodies in Sarawak. These best practices of governance were based on 
literature reviews from developed and developing countries and from 
the experiences of State Statutory Bodies in Sarawak. The level of 
services refers to the quality of services given by State Statutory Bodies 
to its stakeholders and the level of services are evaluated by survey 
questionnaire and interviews. Hence, the specific objectives of this book 
are to identify factors in best practices of governance for State Statutory 
Bodies in Sarawak, the predictor in best practices of governance and 
to recommend a framework of best practices of governance that can 
assist State Statutory Bodies in Sarawak. The comprehensive and 
extensive literature reviews on governance in the public sector in 
developing and developed countries clearly show the existence of 
factors in best practices of governance in the public sector. This finding 
is backed up by the empirical evidence obtained through questionnaires 
survey and rigorous data analysis. An analysis on the feedback and 
recommendations from the open-ended questions further reinforce the 
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existence of best practices of governance in State Statutory Bodies and 
its correlation to the level of services provided by State Statutory Bodies 
to its customers and stakeholders. The questionnaire was constructed 
using 50 items related to best practices of governance and distributed to 
700 senior officers and employees of the State Statutory Bodies, Board of 
Directors, Audit Committees and Auditors yielding a response rate of 61 
per cent. The respondents are well educated, knowledgeable and vastly 
experienced in best practices of governance in State Statutory Bodies 
in Sarawak. Thus, their feedback and comments on the subject matter 
are reliable and accurately reflect the actual practices of governance in 
their respective agencies. Factorial analysis involving exploratory and 
confirmatory factor highlighted the four new factors which determine 
the level of services rendered by State Statutory Bodies to its customers 
and stakeholders. In fact, the prime contribution of this study is the 
identification of these factors on best practices of governance in State 
Statutory Bodies. This identification of factors is very crucial as they 
will have direct impact on the level of services in State Statutory Bodies. 
In fact, the findings suggested that the best practices of governance is 
highly correlated with the level of services. 
The result of this study had determined four factors in best 
practices of governance in State Statutory Bodies in Sarawak namely; 
Human Resource, Process, Control and Direction (Cadbury Report, 
1992: Monks and Minow, 1995; United Nation, 2000; Aziuddin and 
Arfah, 2009). A multiple regression analysis indicates that all the factors 
contributed significantly towards explaining the variance in the overall 
level of services in the State Statutory Bodies. The findings also suggest 
that the correlation between the four factors and the level of services 
is highly positive. Finally, this study suggests a suitable and practical 
framework of best practices of governance for all State Statutory 
Bodies in Sarawak. Customers and stakeholders expect high quality 
services and no less. Organisations in turn have the obligation to meet 




recommended in this book is practical and appropriate for organizations 
to adopt and follow. 
However, this framework is only a general proposal and each 
State Statutory Bodies have to fine tune the framework according to 
each individual requirement and the uniqueness of each State Statutory 
Body at that period of time. In order to ensure the effectiveness of this 
framework, the State Statutory Bodies should have in place strategies 
to transform the human capital, embrace human governance, adopt 
knowledge management, restructuring and process re-engineering. 
Other suggestions include implementing the value for money model 
through on line services; reviewing the existing ordinances, rules and 
regulations; developing the integrity strategy; developing effective risk 
and strategic management; introducing Key Performance Indicators; 
implementing policy innovation and strategic value creation and 
adopting the blue ocean strategy. All these strategies will help in 
strengthening the best practices of governance and thereby improving 
the level of services in the State Statutory Bodies in Sarawak. This will 
enhance the competitiveness of Sarawak to compete with the best in the 
world and finally making Sarawak a developed state by 2020.
Dr Ambrose Anak Dango, PhD in Accounting
Deputy Director Audit, The National Audit Department, Putrajaya Malaysia  
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FOREWORD 
Datuk Patinggi Tan Sri (Dr) Haji Adenan Bin Haji Satem
The Most Honourable, Chief Minister of  Sarawak, Datuk Patinggi Tan Sri 
(Dr) Haji Adenan Bin Haji Satem
            This book written by Dr Ambrose Anak Dango on “Best Practices 
of Governance of the State Statutory Bodies in Sarawak” is based on 
his PhD research that might well be the first of its kind in the academia 
world.  The  emergence  of  global  and  digitalized  economy,  advances 
in  technology, innovation  and creativity,  increased societal demand 
and expectations  and the need to provide more social services 
with limited resources suggests the dire need for best practices of 
governance in both the private and public sector not only in Sarawak 
and Malaysia but in the whole world. This situation is aggravated by to 
the numerous and huge amount of financial scandal, fraud, corruption, 
abuse and wastage happening in both  the developing  and developed 
countries.  The world largest frauds, Lehman Brothers Investment Bank 
(USD600 billion) in 2008 and Enron (USD87 billion) scandal, the US 
energy giant in 2001 occurred in the USA where the standard of good 
governance encompassing transparency and accountability is claimed 
to be higher. Why is massive fraud still happening even in developed 
countries?  Locally and most recently in Malaysia, the so-called Sabah 
Water Department Watergate  (RM153 million) is a classic case of fraud, 
corruption, abuse of power and wastage occurring.  The question is why 
is this happening? Can it be prevented? The  attempt  to  answer  those 
questions  in  this  book,  the  ensuing  findings  and  recommendations 
towards good governance should be an interesting read.
Hence, this book is not only timely but necessary given the all 
important role of best practices of governance in ensuring excellent 
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and best level of services given by the State Statutory Bodies in Sarawak 
to the stakeholders and customers.  The demand for continuous 
improvement in the service provision by the stakeholders of private and 
public services signifies a distinct and powerful push for best practices 
of governance in the private and public sectors. Global pressures 
for economic competitiveness have been increasingly reshaping 
the attitudes of government toward public service efficiency and 
effectiveness locally and internationally.  Hence, there is a corresponding 
need to cope with market pressures for techniques to produce greater 
management efficacy the public sector organization’s aim to learn and 
emulate proven best practices of governance in the private sector so as to 
improve  the  service  delivery  system  to  the  public  at  large.  Sarawak’s 
main challenge and opportunity lies in speeding up structural reforms 
to accelerate the state’s transition to a high-income economy and a 
developed state and that the reforms need to focus on human capital 
development, liberalisation and enhanced competitive advantage in the 
economy.
             The public are demanding for greater efficiencies and effectiveness 
and it is a responsibility of the public service to seek out processes that 
lead to the more efficient use of public money. Proven best practice of 
governance  is a good practice that has been determined  to be the best 
approach  for many  organizations   worldwide,  based  on  analysis  of 
process  and  performance  data.  The State Statutory Bodies in Sarawak 
must continue to grow in applying a systematic method to finding best 
practices of governance in its specific form, use and taking into account 
the local environment and requirement. The existence of best practices 
of governance is very pertinent to ensure the achievement of excellent 
civil service delivery system in Sarawak, Malaysia and all countries in 
the world.
            The findings and recommendations of this study aimed to assist 
the State Statutory Bodies to formulate strategies and strategic plans to 




the State Statutory Bodies in Sarawak. Good governance will not only 
help to reduce corruption, fraud, abuse, wastage of scarce resources but 
will also enhance the economic development of Sarawak and economies 
wherever they are.
The comprehensive and extensive literature reviews on governance in 
the public sector in developing   and  developed  countries  clearly  show 
the  existence  of  factors  in  best  practices  of governance in the public 
and private sectors. This is supported by the findings of this research. 
In fact, the  prime  contribution  of  this  study  is  the identification  of 
the four  factors  on  best  practices  of governance (Human Resource, 
Process, Control and Direction) and its effect on the quality / level of 
services in State Statutory Bodies in Sarawak. This identification of 
factors is very crucial as they had been proven empirically to have direct 
impact on best practices of governance and the quality / level of services 
in State Statutory Bodies in Sarawak.  Among these four factors, the 
Human factor is clearly the predictor or the most significant factor due 
to the fact that no matter how good the systems, software and hardware 
are, a human person is necessary to operate them. This book shows that 
these four critical factors are interrelated and very much complement 
each other. This synergistic formation had given the maximum impact 
on the quality / level of services in the State Statutory Bodies in Sarawak.
           This  book  also  shows  that  there  is  a  significant  relationship 
between  the  factors  in  best practices of governance and the level of 
services. This implies that State Statutory Bodies in Sarawak need to 
realize the importance of the four factors in addressing the role of best 
practices of governance on the level of services given by State Statutory 
Bodies to its customers and stakeholders. Besides, the findings indicate 
that the success  in addressing  the factors in best practices of governance 
for State Statutory  Bodies  would  eventually  lead  to  higher  level 
of  services  and  thereby  meeting  or  even exceeding customers and 
stakeholders’ expectation.
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            Finally, this book recommend a framework of best practices 
of governance that can assist State Statutory Bodies in Sarawak in 
designing policies and action plan that can further improve the best 
practices of governance and higher level of services. The objectives 
of the propose framework of best practices  of  governance  for  State 
Statutory  Bodies  in  Sarawak  is  to  show  clearly  based  on  the 
empirical  findings of this study the relationship  between  the factors in 
best practices of governance and the level of services  given by the State 
Statutory  Bodies to its customers.  Good service  comes from  the  heart 
and  is  reflected  by  sensitive  attitude  towards  good  customer  service. 
The State Statutory Bodies must be prepared to deliver good customer 
service at all times, and with sincerity and wholeheartedly.  The  State 
Statutory  Bodies  always  remember  that  good  customer  service  or 
treating people well comes from the heart; it cannot be forced or faked 
as it involves sincerity on the doer’s  part.  The  State  Statutory  Bodies 
or  even  any  organizations  need  to  understand  that  being world-
class does not begin and end with building world-class facilities, world-
class management and working practices but above all else world-class 
services.
            Thus, it is crystal clear that an holistic and comprehensive 
framework on best practices of governance shall have direct influence 
on the quality / level of services provided by State Statutory Bodies in 
Sarawak to its customers and stakeholders.  The improvement in service 
delivery system will ensure that State Statutory Bodies will be able to 
achieve its Key Performance Indicators and thereby contributing to the 
competitive advantage of Sarawak and Malaysia in the global business 
environment.
Thank you.
[DATUK PATINGGI TAN SRI (DR) HAJI ADENAN BIN HAJI SATEM]
